Introduction
Today's competitive financial world, the efficiency, accessibility and customization of financial services is perceived positively and accepted by the stakeholders if they are docketed with potential of the Internet as a means of interacting with customers. However, the present study try to justify with the empirical evidence Web Mols, 1999) [1] and try to acknowledge that the internet banking or e-banking is a `Marketing Association` and `Marketing Technique` and shows that banks are falling behind pioneering dispersal of customer services that offers less waiting time and gestation period for the customers dealings compared to other industries. The financial services are more advanced and very innovative within their and a higher spatial convenience than traditional branch Internet channel [2] . Unlike traditional banking transactions and services, the ebanking services has the advantage of saving, cost, time and energy, and handy to even the ignorant customer who is not very advanced and updated technically, with the services of available round the clock at the outlets and also individual desks. These services are available 24 hours a day and 7 days a week. These services leads to leads to higher perception and life style though the customer's operational cost to the
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A B S T R A C T
This study aims at understanding the customer satisfaction on adoption of e-banking services at Mauritius. This is an empirical evidence, with the help of primary data (drop off survey) and secondary sources. The main objective of the study is to investigate in depth the customer's perception regarding e-banking adoption and their satisfaction. Also examines, if customers' choice of banks is influenced by the quality of e-banking services provided. For the purpose of the study, a well-structured questionnaire with 5-point Likert scale having 35 questions is used and personal details and customers' e-banking preference of Mauritians. The questionnaire was administered to about 250 respondents who are regular on online banking transactions, and the response rate is 74% (185 responded). More suitable and reliable statistical techniques are adopted, such as, ordered probit, ordered logit and descriptive statistics with the help software STATA. The `confirmatory factor analysis` (CFA) approach is exploited to generate the results with the help of software SPSS AMOS (Analysis of Moment Structures). The original and modification indices of the model are evaluated with help of SEM, which further establishes the improvement in SEM`s effectiveness. It is evidence that, there is a relationship with different income group of respondents that the perception about the e-banking services offered by Mauritian banks. This study aims at contributing for the existing literature and assists for the policy makers.
bank but plays an important role in growth of levels of customer satisfaction, especially in retaining the customers. According to Rogers 1983 in his study on internet banking, he analysed `internet banking` is very attractive to both banks as well as customers/consumers. Consumers' attitudes towards direct banking, compatibility now have higher acceptance to new technology with customer existing lifestyles (Lockett and littler, 1997) [3]. When we really look into the past, there are not many discoveries that have changed the business of banking sector as rapidly as the e-banking revolution. The entire world over financial services, especially the banks are reorienting their business and their business strategies towards new opportunities offered by e-banking technology and its adoption techniques. Internet banking is a system that enables banks and banking services to offer their customers access to their accounts to transact business and obtain information via `Electronic Communication Channels` (ECC) such as `Automated Teller Machines` (ATMs), `tele-banking`, and `home banking`. As we witness, `internet banking is becoming a common practice across the developed world day by day to sustain the competition. (Pikkarainen et al, 2004) [4]. As we review the literature on perception and the factors influencing the adoption and acceptance of e-banking services in Mauritius, we have not evidenced as such much of literature. Regardless of the evolution of ebanking across the world, the financial services, especially the banking services in Mauritius continue to demeanour maximum all their banking transactions using traditional methods such as using teller-based devices. This can be due to lack of proper exposure to the technology and infrastructural facilities. We can also predict to some extent, there can be some lapse or a gap in regulatory frame works, security issues, frequent power interruption…etc (Gardachew, 2010) [5].
Objectives of the Study
To test empirically the researcher has identified the dimensions of adopting the ebanking in Mauritius and to what extent these dimensions can impact the perception and satisfaction of the customers and consumers. For the purpose, the concept of ebanking acceptance and adoption is tested with chosen sample from the population based on their relativity and applicability to represent the universe. Also, tries to understand the relationship and level of satisfaction with the e-banking services like, secure transaction, efficiency, dependence, comfort and reliability.
Statement of the Problem
The role of information technology to the bank sectors are getting bigger. As a result, banks are adopting technologies that help them deliver banking services by the most cost-effective channels and one of such channel is adoption of e-banking or internet banking (Booz, and Hamilton, 1997) [6] . Though e-banking services are at an infant stage in Mauritius, the financial sector remain behind the use of IT in expanding ebanking services towards the global standard. Growing number of international trades, increase in the demand of customer and international relations, the banking sector in Mauritius is facing the challenge of offering efficient and dependable services (Garedachew, 2010) to meet the customer satisfaction. Therefore, this study is aimed at identifying the perceived benefits and challenges of e-banking adoption in Mauritius.
Conceptual Model
The study is basically a qualitative assessment, using interview technique with professionals of banks and customers. It is demonstrated that, based on the empirical study and review of relevant available literature in this field, we conclude that effective factors for implementation and development of e-banking can be divided into demographic, socio-economic, technological, and e-trust. Hence, it can be clinched that the fences and encounters of electronic banking in Mauritius can be characterized into six main groups, including infrastructural barriers, knowledge barriers, legal and security issues, socio-cultural barriers, economic factors, and management and banking issues. After a review of concepts and the relevant literature pertaining to e-banking, research has been identified and organized following a conceptual model that includes all the different barriers to e-banking and has arranged these into six categories.
Hypotheses
Hypo1: Customers' satisfaction with services and reliability of electronic banking is positively related to services provided by banks. Hypo2: Customers' satisfaction with services of electronic banking is positively related to positive experience (secure transaction) of services of electronic banking. Hypo3: Customers' satisfaction with services of electronic banking is positively related to the dependence and level of comfort and the services provided by banks.
Literature Review
Review on existing literature relevant to this study suggests that there are number of factors that could empower or hinder the adoption of `Information Technology` (IT). Referring to few of them, first and foremost, IT diffusion literature (Tornatzky and Klein 1982) [7] places the interest on the importance of perceptions of relative advantage in shaping the adoption of new technologies. According to their study, IT diffusion is a perception that the consumer or the customer accepts or rejects, but purely on perception and knowledge levels on the technology, followed by a trust. According to Rogers (1995) in his study, he suggests that the proportion of adopting new innovation is purely related to and depends on the (perceived) relative advantage: the greater the perceived relative advantage, the faster the adoption. Secondly, it is followed by the desire to improve individual/organizational performance/efficiency is seen to be an enabler for technological change. No doubt in believing that, the internet technology is inevitable and certain in improving the performance of, especially the financial sector, like banks, would be able to gain more advantage in a competitive environment, and many authors (Kettinger et al. 1994 [8] argue that IT has the potential to achieve this. The third important factor to be noted here is, the chance to improve the relationship with customers is also pointed to by researchers (Julian C and Ramaseshan B 1994 [9] as a reason for business to adopt new technologies, and is more in recent days. Here we need to apply a thought like how a bank could enhance its customer relationships through Internet technology adoption? The answer could be, and the literature suggests that this should be considered in relation to customer trust, commitment and satisfaction. As Jabnoun N and Al-Tamimi H (2003) [10] examined perceived services quality, emphasizing the importance of service quality to maintain market share, concluding that customers value human skills the most in service quality. in some of the recent studies by Khalfan et al. 2006 [11] conducted in Omani banking industry, stated that security concerns have been one of the major issues in the e-banking adoption. Coming to the last evidence from the literature in justifying this study, the importance of ease of use in determining successful IT adoption has been highlighted in much previous literature (Davis, Bagozzi and Warshaw 1989 [12] , which is referred as supportive evidence to this study. Existing Theories about Online Banking: Referring to some of the existing theories on adoption of online banking services, which are steered recently, ecommerce has further and become more important and necessary factor of business strategy to be adopted as a sustainable measure. Though it is sturdy and tremor for economic development, for any nation, if perceived not right, it has very positive impact to push the economy to the heights. For example, the modern home loan banking services were the distance banking services over electronic media from early 1980s. To have more reasoning for the present study, we have examined three main theories related to online banking: `The Theory of Reasoned Action` (TRA), `The Technology Acceptance Model` (TAM) and `The Theory of Planned Behaviour` (TPB). According to Jafar Beikzad et al (2008) [13] "these models follow the attitude-behavior paradigm that suggests that actual behavior is declared through intention toward the behavior. Intention is influenced by attitude and subsequently salient beliefs influence attitude".
Methodology and Research Design
To test empirically, the primary concern of this study is to explore and identify the important parameters affecting the adoption, acceptance and development of ebanking in Mauritius. A suitable well-structured questionnaire is constructed consisting of two parts; the `demographic profile` of the respondents and the questions in `seven specific sections` related to different challenges in order to explore the `respondent's perceptions` about the challenges and obstacles for development of e-banking in Mauritius. The `Cronbach's Alpha` value was calculated for these questionnaires and it was equal to 0.809. Besides, independent sample t-tests and one way ANOVA and post-hoc tests have been applied to compare the mean scores of different groups of educational attainment and job experience. A Friedman test was undertaken for ranking purposes. A statistical test has been executed using an ordered probit model to summarize public perceptions in the matter. Finally Structural Equation Model (SEM) is applied to understand the perception and satisfaction level of e-banking customers in Mauritius.
Econometric Modelling
A comparison between the properties of an ordinary least square (OLS), ordered probit and logit models are being used to evaluate e-banking trust among the public in Mauritius. The `Ordinary Least Square` (OLS) regression is an assumption of linear modelling technique that is used to model a single response variable which has been recorded on at least interval scale. The consumers are divided into two groups according to types of occupations. The actors that affect e-banking are efficiency, comfort, confidence, secure transaction, and dependence. Consumer of e-banking who believes the efficiency of the e-banking services, generally be comfortable in dealing with the banks. This will improve the confidence level and security. The human psychology is that once there is a trust and confidence they tend to depend on, automatically. Here is the same with e-banking. The dependency of the consumers is mainly based on the trust in the services provided by the bank. Ordered probit model: Within the ordered probit framework, the categorical dependent variable which exhibits ordered multinomial outcomes for each respondent i, assuming yi = 1, 2, …, m . The categorical outcomes with regards to effectiveness (question 8) are as "strongly disagree", "disagree", "neither agree nor disagree", "agree" and "strongly agree". The model can be represented as:
, where the latent variable y* is assumed to be a linear function of a vector of covariates x , plus a random error ε:
, where x icaptures the independent variables which explain the level of satisfaction β. 0  , j  j 1, m  are the cut-points which separate the categorical outcomes. Assuming a normally distributed error term, the probability of observing a, where F(.) is the cumulative distribution function (CDF) of εi. The regression parameters β and the (m -1) threshold parameters μ1, …, μm-1 are obtained my maximum likelihood methods. The signs of the β's can be determining whether or not the latent variable y* increases with the explanatory variables.
Ordered logit model
Tables 3 present the results for the OLS regression. The coefficient of the variables in the tables demonstrate that a change in the latent dependent variable with a unit change in that variable, estimating other variables remain constant. Along with demographic variables and personality factors are found to have a significant impact on e-banking service and e-trust in Mauritius. For instance, 1% increases in age leads to 0.851% increase in depending and trusting e-banking services. In these tables the marginal effects has also been exhibit. Its Pseudo R2 is quite good since it is between o and 1. As an alternative of the OLS and Ordered Logit, the Ordered Probit model on public perception is considered. With regards to the ordered probit model, age, rural areas, monthly income, family size, Reliability, Efficiency, Comfort, Confidence, Secure transaction and Dependence. are found to have statistically significant impact on the dependent variable. The R2 for e-trust was found to be 0.1152 and 0.1173 respectively. This demonstrated that the model is relatively satisfying since it is between 0 and 1. For R2 to rise there should be an increase in sample size. The probability increases in perception in the five categories increase 3.9 percentage point in category strongly disagree to 4.3 percentage point in category more likely. Increase in family size may not have positive impact on e-banking services and etrust. This can be interpreted due to higher expenditure and over burden of family and vice versa (Ongare, H, O., 2013) [14] . In general, both married and divorce relative to single is statistically insignificant. A positive influenced has been felt on other variables such as Reliability, Efficiency, Comfort, Confidence, Secure transaction, Dependence which are insignificant and have positive coefficients. However, comfort, confidence and dependence are significant at 1% and 5%. This shows a positive indication that, the e-trust is more among the Mauritian e-banking customers (Cheng, T. C. E., (2006) [15] .
Structural Equation Modelling (SEM) and Factor Analysis (FA):
`Structural equation modelling` (SEM) represents an important advancement in social work research (Schumacker and Lomax, 1996) [16] . SEM is focused on challenging fundamental procedures essential in our theories. SEM is a fundamental advancement in social work theory construction because it integrates measurement with substantive theory.
Fig 1: Structural Equation Modelling e-trust and e-banking services
Source: Author's computation Inference p value is less than 0.01, the Null Hypothesis is rejected at 1% level with regards to all the statements of e-trust, i.e., dependency, reliability, security, confidence, comfort which leads to e-banking customer satisfaction. Hence the opinion regarding all the statements of e-trust are not equal to average level. Based on Mean score, the opinion regarding all these statements are above average level. This is theoretically proven in many studies on e-trust and e-banking services. Since p value is less than 0.05, the Null Hypothesis is rejected at 5% level with regards to e-trust and e-banking. Hence there is significant diff between educational qualification with respect to e-trust. Based on mean score, the higher educational background among the customers of e-banking has better opinion e-banking services in Mauritius.
Conclusion
Finally, technological advancements have an impact on the services rendered by the individuals and industries across the globe. The availability of technology made it possible and easy for any one to perform better effectively and efficiently. Same the case with e-banking services (Burr W, 1996) [17] . It is very transparent and clear that the drastic changes and advances in banking technology has driven the changes in banking services distribution channels from `Automated Teller Machine` (ATM) to Phone-banking, to Tele banking, to PC-banking and most recently internet banking (e-banking). This study also identified despite of legal, security issues, socio-cultural barriers, management, infrastructure, banking issues are accepted as challenges for e-banking development in Mauritius. The findings of the study shed light on some important issues related to specification of challenges for development of e-banking that have not been addressed by previous studies in Mauritius. First, in terms of theory and literature this study attempts to provide a model with six factors which almost includes all obstacles and challenges and can be useful for further researches.
Recommendations
Decision makers should consider focusing on the e-trust, awareness, and confidence of users by enhancing security features, utilizing proper e-legislation, or a guarantee for every transaction in order to stimulate greater confidence in users of such services and promote a culture of e-banking usage across Mauritius.
Limitations
The major limitation of this study is the respondents level of internet skills, familiarity with banks and banking transactions and have been exposed to or have knowledge of the existence of e-banking alternatives.
